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SECTION C 
STATEMENT OF WORK 

C.1 INTRODUCTION 

This section describes the cunent functional and technical environments within the Federal 
Bureau of Prisons (BOP) and specifies the work to be performed by a new Inmate Telephone 
System (ITS-11) which will replace the existing h a t e  Telephone System (ITS). Offerors are to 
submit proposals for the complete system as described within this Statement of U'ork (SOH') .UI 
requirements within this SOW are the responsibility of the contracror. 

C.l.l Structure of Section C 

This subsection provides the structure of Section C 

. 

tlon KJ) : This section describes the mission of the BOP, its organizational structure. 
and provides background information about the federal correctional environment. This section 
also describes the services and functionality of the cunent the ITS, as well as the BOP'S concept 
of operations for the new ITS-11. 

p: This section describes the hnctional requirements of I T S 4  
including services. operations. infrastructure, and system components. These requirements are 
segmented into the following general categories: 

inmate Telephone Service Requirements 
Management of Inmate Telephone Accounts 
Administrative Requirements 

8 System Requirements 

: This section describes the requirements 
for the ITS41 transition process and implementation. 

p: This section describes the requirements for ongoing 
maintenance suppon of the ITS-Il operations. including the maximum downtime allowed, 
escalation plans. and monthly repons 

-: This section describes the requirements to provide 
training and documentation 

-: This section describes the requirements in areas such 
as project and confipration management. quality assurance, and compliance with applicable 

). . .  

- standards and regulations . --- - 
r. 
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e 
c.1.1.1 General Overview 

The onlv purpose of this section is to provide potential offerors general infomarion on the 
environment of the BOP and the inmate community. and general requirements of the'ITS-I1 
Offerors shall not provide responses'to information within this section. 

Federal Bureau of Prisons 

The BOP is a bureau within the Depanment of Justice (DOJ). The contract that uill potentiall! 
rcsuh from this procuremcni will be administered and overseen by the BOP. Throughout the life. 
of the conrract. the BOP shall remain the sole authority and point o f  contact wi th  the successful 
offeror. 

m n  of  the BOe . The mission of the BOP is to protect society by confining offenders in 
controlled environments of prisons and community-based facilities that are safe. humane. and 
appropriately secure. and that provide work and other self-improvement opponunities to assist 
offenders in becoming law-abiding citizens 

b u i o n  o l  the Trust F U  r . The Trust Fund Branch is a component of the BOP. and is 
pan of ihe BOP Central Ofice located in Washinson. DC. The mission of the Twst Fund 
Branch is to provide management and senice to the BOP. consistent with maintaining stability 
and financial integrity of the Trust Fund and Inmate Deposit Fund. This branch oversees the 
operation of the BOP'S Cornmissan. ITS. Warehouse. Laundry. and Clothing Issue operations 

%sion O l i h r J r u r t  F- i . The ITS Section is a component of the Tmsi 
Fund Branch. located in M'ashinLion. DC The ITS Section is responsible for the Bureau-wide 
and on-siie implementation of the ITS-II. including development of policy and procedures. 
oversight of daily operations. training. and continuing technical suppon. 

. 

. .  

. BOP conectional facilitv sraff work in individual 1 
ROP correctional facilities. located throughout the bni ted States BOP correctional facility ITS 
starnarc responsible for creating. changing and deleting inmate accounts: updating inmaie calling 
paramcirrs. using the ITS to pencraie and analyze call records. training the inmares on how to use 
the ITS. and oiher ncccssay local adrninisiraiive funciions 

.. 

-En\ironmtnl. The following paragraphs provide informaiion regarding the 
corre:uonal rnwonment in which the I T S 4  will operate 

, 

-. The BOP currently operates approximately 90 federal prisons 
throughout rhc Lniied States and Pueno Rico Each comecnonal facility houses between 300 and 
4.500 inmaies. with an average population of slightly over 1.000 inmates per correctional facility 
and a toial populaiion of approximatch 100.000 inmates See Exhibit J-I. Correctional 
Faritit? Information for detailed information regarding correctional facilities and inmate 
populations 
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, Provided below is information on the BOP Central Office, BOP Regional Offices. BOP 
j Mananemen! and Specialty Tramng Center (MSTC). and the correctional facilities uithin the 

BOP - 
-I Omu. The BOP Central Office is located in Washinpon. DC The BOP Central' 
Office is the locarion for the administrarive headquaners for the agency and for the operation of 
the ITS An inmate telephone system is installed at the BOP Central Office and used by BOP 
Central Office. Trust Fund Branch. ITS Section staff for adrninisrrarive. testing. and training - 
purposes. 

&gj a1 OKica . The BOP is currently divided into six regional districts. each wi th  a Regional 
Oflice. The six ReZions are: Mid-Atlantic. North Central. Northeast. South Central. Southeast. 
and Western Each operates under the direction ofthe Director ofthe BOP. These six Regional 
Oflices do not currently play a direct role in the operation of the ITS. 

m. The BOP MSTC is located in Aurora. Colorado. The BOP provides staff training on the 
:, policies and operation of the ITS at this facility. An inmate telephone system is installed ai the 

MSTC for these rraining purposes .. 

nal Farilk& Federal correctional facilities are divided into classifications according 
IO secunty level I t  is imponant to recopize that inmates' use ofthe ITS (and therefore system 
traffic) may differ depending - on the security level ofthe specific correctional facility and on the 
BOP'S administrative requirements for specific facilities. Inmates incarcerated at higher security 
correctional facilities will rypically have less calling privileges than inmates at lower securiry 
conectional facilities 

Exhibiis within this SOU' refer to correctional facilities with designators identifying the level of 
sccuntv The following security level definitions are intended to  aid the offeror in understanding 
these designations and to probide some general information which may or may not impaci ITS-I1 
usage 

Low: Lou designates the lowest level of security These facilities house predominantly low 
secuni\ level inmates Some of these faciliiies function as independent facilities and others 
operate as a satellite camp to a hiyher secunty level correctional facility. Low correctional 
facilitics ma\  be designated as a Federal Prison Camp (FPC). Federal Correctional Institution Low 
(FCI Lou). or Lou Secunty Conccrional Instirution (LSCI) These low security level 
correctional facilities typically allou inmates greater calling privileges than higher securiry level 
facllllle, 

3lcdiurn: Sledium designares a medium level of secunty These facilities house 
predominanrly medium secunty level inmates and sometimes perform the administrative Functions. 
including ITS operaiions. for a sateliire camp Aicdium sccurii); level correctional facilities may be 
designated as a Skdium Secunty Correctional Institution (MSCI). or Federal Correctional 
lnstiiution IFCI) Inmaic access to the telephones at these facilities is typically more restricted 
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than lower security facilities. 

m High: High designates a high level of security These facilities house hinh securitv leve; 
inmates and sometimes perform the administrative hncrions. including ITS operation;, for a 
satellite camp. High security level facilities may be designated as a High Securiry Correctional - 
Institution (HSCI) or United Slates PenitcnIiq W P ) .  Inmates at these facilities typically have 
restricted access to telephones at night. 

- 

AD-MAX: Ad-Max designates the highest level of security in the federal svstem. Inmate 
access to telcphones is exlrernely restricted Only one correctional facility in Fiorence. Colorado 
is currently dcsignared as Ad-Max 

Detention Centers: Detention Centers typically house inmates for a shon period of time. 
Inmate turnover is high at these facilities. Detention Centers may be designated as a Mctropolitan 
Corrcnional Center (MCC). Federal Detention Center (FDC), Metropolitan Detention Center 
(MDC). or Federal Transfer Center (FIT). Due to the amount of inmate turnover at these 
facilities. it is anticipated that inmates at these facilities will predominantly use collect callinq 
telephone services. However. diren dial calling capabilities shall be made available by the 
contractor ar all fzcilities. 

.. 

= Medical Centers: Medical centers typically house all security levels of inmates. These 
correctional facilities may be designated as a United States Medical Center for Federal Prisoners 
(CSMCFP) or Federal Medical Center (FMC) 

Federal Correctional Complexes (FCC): The BOP has several FCCs which consolidate 
multiple levels of security and several facilities in one general location. Although the facilities 
maintain some indcpcndenr functionality. some ITS-I1 procedures could be consolidated for 
complex facilities For example. if technically sound and if deemed appropriate from a functional 
point of vim.  telecommunications equipment could be configured to suppon a complex of three 
or four correctional facilities within the same peosraphical location Of the approximately 100 
correctional facilities f not including satellite camp environments) in use within the federal system. 
apprownately 10 percent are pan of a comples 

Intensive Confinement Cenier  (ICCI: lCCs provide inmates with a strict regimen of 
actintics and place restrictions on inmate access to telephone calls. Currently all BOP lCCs 
operate as satellite facilities IO higher secunt). correciional facilities 
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C.1.1.2 

Currently the BOP has three basic systems installed 

Description o f  the Current ITS 

. 

m 

Collect systems offering only collect calling; 
ITS offering predominantly direct dial calling: 
Automated Collect Call Operator MCCO) ITS system wi th  ACCO offering both cdlleci 
and direct dial calling 

Exhibit J-1, Correctional Facil iv Information contains information on each correctional 
facility. including the type of telephone system insidled and other statistics. 

lnmate WI ine  Patterns . Telephone service provisioning information for each correctional 
facility is presented in Exhibit J-1. Correctional Facility Information. Current estimates of 
inmate traffic volumes are presented in Exhibit J-2. Tramc  Volume Es:irnates. Traffic volumes 
presented in Exhibit J-2 are provided as estimates only These estimates are derived from past 
history only and do not imply a guarantee of future traffic volume to the contractor. 

w. The present ITS provides instanianeous detailed call information for each inmate and 
each call Using this information. the ITS provides the BOP with approximately 25 standard 
rtpons 

conncrt ivib.  The existing ITS consists of stand-alone systems that do not provide any system- 
%ride capabilities Switches within each corrccti,onal facility operate independently; no data is 
passed to a central location (whether logical or physical) or 10 any other correctional facility. 

I n t r r f u .  The ITS receives data input from the Trust Fund Commissary system which is 
referred to as the Federal Prison Point of Sale (FPPOS) System. sends call record data to the 
.Automated Intelligence Management System (AIMS) used by correctional facility investigative 
star. and interfaces with a Dictaphone voice recorder provided by the government 

The ITS is connected in a receive-only manner with the FPPOS System. dictated by the need to 
receive Commissary credits and perform other transactions of  an accounting nature 

The ITS IS connected in a send-only manner with the AlhlS. under the control of a BOP s t a d  
member called the Special Investigative Supervisor (SIS) The ITS transmits call record data to 
the .AlSIS upon request from SIS 

Refer to Exhibit 5-3. Current ITS Arrhilcrture 
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m Componcn& The following paragraphs in rhis section provide M OVC&U. of the 
system components that provide ITS functionality 

Hardwart. The hardware design of each cunenr ITS includes Ihe following. - 
m Telephone handsets. 
m Telephone switch. 

m Central processing unit (CPU) and database 
m Local and remote terminals. 
m Printers. 
w Modems. 

Voice processing unit (VPU) 

. 

$ofwart.. The cunenf ITS operaring system is a UNlX-based. multitasking operating system. 
although ITS users do not interact directly with UNIX. 

System software controls events occurring fiom the 1irne.m inmate telephone goes off-hook until 
the call is t:miinated. The software steps through a sequence of events during each call which 
includes. but is not limited to: 

m Checking the inmate's personal identifier and calling parameters. 
a Checking the camcr rate tables 

Directing the switch to either connect or not connect a call. 
Supponing real-time accountin_n funcrions. including debiting an inmate's account 

m Providing a derailed audir trail of inmate calls. 
Providing a detailed audit repon of deposits and withdrawals 

SI.stcmBackuo. A complete system tape backup is performed daily at each correctional facility. 
These tapes are kepi for five days before the information is erased and the tapes are reused.' In 
the e \ m  of a catastrophic failure. such as corrupt backup files. a printout performed for each call 
provides [he BOP with information to manually re-key call account information into the ITS. 
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C.1.1.3 Description of fhe Kcw. ITS (ITS-fl) 

The purpose of this section is to provide offerors with a high level general description ofthe 
purpose and scope of this procurement. including major ITS-I1 features and capabilities and role< 
and responsibilities of the successful offeror. The emphasis is on providins an ovenieu of maior 
ITS41 characteristics and to provide an overall context to help offerors understand the scope of 
this procurement. This section is for informational purposes only, i t  does not address all ITS-II 
requirements. nor does it require responses from offerors. 

ITS11 Overview 

The purpose ofthe ITS-I1 is to provide inmates in federal correnional facilities operated by thc 
BOP with outbound telephone services and IO provide the BOP with the means to ensure the 
proper and lawful use of this system by inmates Insofar as the availability of such senices is 
imponant to inmate morale and hence correctional facility security. the ITS-I1 i s  considered by the 
BOP to be a criiical service element with stringent availability and quality of service objectives 
The ITS-ll . .  will consisi of thc.following componenrr. .. 

a A centralized database. neiwork based management system Refer to Exhibit J-4. ITS-II 
Concept Design. for one possible design 

One type of system for all BOP facilities which can be configured independently at each 
correctional facility 

Telecommunications capabilities locaied at each correctional facility which provide 
outbound direct dial and collecr calling services to inmates and administrative capabilities 
to BOP personnel 

a .4dministrative and system suppon and training capabilities at the BOP Central Office in 
U'ashinscon DC and the MSTC in Aurora. Colorado 

A Central Operations Facility (COF) located at a contractor provided siie 

a 

m 

Direct dial and collcct call capabilities 

Wide area network facilities to link ITS-I1 components at correctional facilities with BOP 
administrative systems and contractor mainienance and management systems. 

The scopc of this procurement is a nationwide deplovment of the ITS-I1 IO federal correctional 
facilities in the Unites States. Pueno Rico. !he BOP Central Office in Washington DC. and the 
MSTC in Aurora. Colorado The 1T.S-I1 will provide telephone service to federal inmates. The 
obieaive' of !his procurement is to have a contractor provide a network based centralized 
database management svstcm capable of providing a complete array of outbound calling services 
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10 the BOP for use by its inmates The Contractor shall innall and maintain all ITS-11 hardware 
and sofiware at all BOP facilities 

The BOP will not l e a p  equipmcnl. SOfrware. Or  Senices ffom the contractor except as identified 
in Section B-4. 

ITS11 Direct Dial and Collect Inmate Calling Services 

The BOP will establish an ITS4 account for each inmate to place calls. Inmates will be capable 
of transferring funds from their Cornmissan. accounts io the ITS-11. The ITS4  shall provide a 
voice response interface which will prompt an inmate through this transfer process. These 
transferred funds are purely representative of actual funds held in accounts by the BOP The 
transferred funds will be added to the inmate's ITS-I1 account to create an individual inmate 
telephone account balance. I t  is this account balance which will be automatically and immediately 
reduced by ITS-11 as direct dial calls are taking place. ITS-I1 will not allow this account balance 
to reach a negative balance. 

The I T S 4  will process local, long distance. and international direct dial and collect calling 
services for inmates at federal correctional facilities (Intemational col le t~ is optional). The ITS-11 
contractor shall be responsible for providing local and international service using carriers it selects 
for these services All long distance direct dial calls to  areas within the U.S. and Pueno Rico 
orillinacing - in the L!.S will be routed over FTS circuits provided by the BOP. 

Collect calling services will be fully automated and will not involve the use of a human operator at 
any stage of  a collect call. unless agreed to by the BOP in extraordinarv circumstances. The ITS- 
II contractor will provide caniers for all local. long distance. and iniernational collect. calls The 
ITS-ll contractor will provide all senices associated with colleci services such as billing and out- 
cleanny The contractor shall. if' ordered by the BOP. transiiion the BOP correctional facilities 
thai currently provide non-ITS collect only service to the contractor's collect service until the 
contractor's full direct diaUcollect svstem can be implemented. Once the ITS-I1 is fully installed. 
collect calls placed by inmates will be processed through the system in the same manner as direct 
dial calls 

The BOP'S inlention is to allou inmates the opponuniiy to place up to 120 minutes of collect 
calls per month for a four year penod follouinf the award ofihis contraa At the end of this four 
year penod. ihe BOP may re-evaluate its collect call requtrements The BOP currently has no ). 
senera1 restnction on direct dial calls. but as u i t h  many coneciional programs. telephone access is 
under consiant revieu and subject to change 

ITS-11 Administrativc Capabilities 

In addition IO inmate direct dial and collect call senices. the BOP requires various admininraiive 
capabilities io ensure the  financial inieynty of the inmate Trust Fund These capabilities are. 
inmate account manayemcnl. audit trails. transaciion repons. centralized management and rcpon 
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capabilities. capabiliries to detect and eliminate fraud in order to protect the financial integni\. oj 
the inmate Tmn Fund and the public 

. .  

Quality of Service 

Because of the imponance of I T S 4  in maintaining inmate morale at a conectional facility. the 
BOP seeks to obtain a very reliable. hishl! available senice for federal inmates through this 
procurement. The quality of system reliability and voice transmission on all ITS-11 calls must be 
in conformance with all appropriate indusrc? standards for voice communications in office 
environments 

. 

ITS11 Contractor Responsibilities 

The contractor has the sole responsibility for ensuring the I T S 4  meets the requirements of this 
contract at all BOP conenional facilities and locations on a daily basis. The contractor is 
responsible for managing all subcontractors. including hardware and software providers. carriers. 
and other service pioviders involved in supporting the ITS-I1 service throughout the term of the 
conrran . The contractor will manage all aspects of ITS-II installation at BOP locations. manage 
and coordinate all aspects of sibcontractor activity during installation. respond to calls from BOP 
sraff regarding system problems and assume complete responsibility for compliance with BOP 
maintenance requirements. The ITS-I1 contractor will be solely responsible for payment of all 
subcontractors and for the performance and conduct of all subcontractors involved with 
supponing the ITS-I1 

The ITS-II contractor shall consider FTS senices and access facilities to be "government 
furnished equipment". and will not be responsible for paying the FTS vendor for Ions distance 
sewice used in proiiding long distance direct dial service to BOP inmates. However. the 
contractor will be responsible for coordinating with the FTS vendor and the BOP as necessary to 
help resolve all senice problems 

C.l.l.4 Contrnct Structure 

* 

The obpxtive of the BOP in this procurement is noi to purchase or lease the ITS-11. but to enter 
inin a relationship with the successful contractor in which the contractor provides ITS-11 services 
IO the BOP in etchange for ponions of the revenues collected from direct dial and collect t a lk  

> 

I 
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C.2 FUNCTIONAL REQUIREMENTS 

This section defines requiremcnts which shall be provided by ITS-11. Unless othcMise stated. 
each requirement is mandatory and shall be evaluaied as such. The contractor shall provide the 
detailed technological and procedural methods of satisfying all funnional requirements. These 
methods will be evaluated as pan of the competitive award process to ensure that the ITS-I1 as 
procured provides the required functionality using sound technical methods. 

C.2.1 Inmate Telephone Service Requirements 

The ITS-I1 shall provide inmates with access to direct dial and collect call services as described 
within this section. These services shall suppon a present inmate population of approximately 
100.000 and anticipated growth to a future population of approximately 150.000 inmates in the 
next 10 years. The contractor shall provide an ITS-11 which is capable of operating in 150 
correctional facilities in the United States and h e n o  Rico. Correctional facility information and 
traffic volume estimates are provided in Exhibits 1- 1 and J-2. 

.C.Z.I.I 'Compliance with Rqulntory Agencies ' 

The contractor shall be responsible for compliance with all regulatory requirements imposed by 
local. state. and federal regulatory agencies for all systems and services provided throushout the 
pcrformancc period of this contract 

C.Z.l.2 Meeting New I n d u s i q  Standards 

The contractor shall be responsible for making all system modifications necessary to allow inmates 
to place calls as industy dialing requirements change. at no additional cost to the BOP 

The contractor shall be responsible for complying with and updating the ITS-II for any regulatory 
changes and requirements during the life of the contract. These regulatory changes include 
federal. siatc. county. and municipal modifications These chanses shall be made at no additional 
cost IO the BOP 

C.Z.1.3 Call Processing lnlormriion 

,411 call processing and call rating information shall be kept currenr by the contractor 10 ensure 
inmates can place calls to dl approved numbers This informalion includes but is not limited IO 
local exchanges. area codes. countv codes. venical and horizontal coordinates. and any o thn  
information necessam to accurately process and rate calls The contractor shall provide the BOP 
with rating infonation for all calls when requested by the BOP 

, .  

.. 

- 
.. 
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C.2.1.4 Kurnber Blocking 

In addition to other methods of blocking calls as stated elsewhere in this SOW. the contractor 
shall be responsible for blocking all calls made 10 telephone numbers which incur excess charges - 
such as 972. 976, etc The contractor shall also be responsible for blockine - inmate calls to lone - 
distance carrier access numbers (Le.. 10333. 10288). The contractor shall also be responsible for 
blocking all local numbers which access long distance carriers such as 9 5 0 - X X i X  

C.2.1.5 Communications Interfaces 

The ITS-II shall suppon all industry accepted telecommunications network interfaces required for 
connectivity to telecommunications camers to suppon all ou:bomd calling services. The ITS-ll 
shall specifically suppon all interfaces required for connection to BOP provided FTS services. 
The cont;actor shall be capable of interfacing with BOP provided internal telephone Gr ins  via 
Amphenol connectors. 

, .  

C.2.1.6 . .  Direct T-1 Digital Interface .. 
Due IO space limitations. the ITS-I1 shall be capable of accepting multiple direct T- I disital 
circuits for the voice services necessay to fulfill the requirements of this contract. This 
requirement shall not be fulfilled through the use of an ememal channel bank. The contractor may 
providea limited amount of services over individual analog lines if 12 or less lines are required to 
complete the amount of circuits necessar\. I O  provide :he required service. 

Thc BOP uill provide digital T-l circuits as necessar). for processing direct dial long distance 
calls through the ITS-I1 via the FTS The contractor shall provide digital T-1 circuits for their 
required senices. where available through t h e  local telephone company. This requirement shall 
be waived ai those sites which the contractor is providing the Special Interim Collect Service 
dcscnbed elsewhere in this RFP 

' 

c.2. I .f 

The ITS-ll shall allow inmates to process only outbound calls Inbound calls shall not be 
processed h\ thc system 

C.2.I.8 Second Dial Tone 

Outbound Only Calls 

i 

I 

The ITS-I1 shall not allou- an inmate to obtain a second dial lone without hanging up the 
telephone aficr !he first call 

c2.1.9 Time 10 Dial Tone 

The ITS-ll shall not take more than tu0 seconds to provide a dial tone to the telephone once the 
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receiver is-lifted off of the hook 

C.Z.l.10 

The ITS-I1 shall take a rnkvimum oft;” seconds 10 process a call. fiom the Ian digit dialed from 
the telephone keypad until the last di_nit is sent IO the service provider 

C.2.1.11 hlnximum Ring Time 

The ITS-I1 shall provide a maximum ring time. for all calls, of  two minutes prior to disconnecting 
a call. The amount of nng time may be adjusted with the concurrence of the BOP COTR 

C.2.1.12 Call Process h’otificntion 

Call Setup and Process Time 

The ITS-I1 shdl provide notification to an inmaie of the call status (i.e., ringing. busy). This 
notification may either be in the form of ringing and busy tones or appropriate messages at rinsing 
intervals. This requirement is for both direct dial and collect calls. 

C.2.1.13 Call Answer Notification .. 

Once a call has been answered by the called pany. the I T S 4  shdl immediately begin playing the 
necessary voice interaction scripts and replay them until the called pany responds or the time limit 
for responses expires. This requirement is for both direct dial and collect calls. 

(c.2.1.14 Separation oTVoice Path Until Call Acceptance 

The ITS-ll shall not allow the called pany or the calling pany to speak to or hear the other pany 
except for the prerecorded name. until ihe call has been accepted. This requirement is for both 
dicect dial and collect calls 

C.2.1.15 Electrical Conditioning 

The contracior shall be responsible for sewice outages due to electrical surges or reduced 
vollspes in any ponion of the system or sewice These include outages or reduced voltages du t  
to Iighining or poor elccrrical qualities provided from the correctional facility. 

h 
C.2.I.I 5.1 Ii shall be the coniractor’s responsibility IO provide electrical conditionins and 

protection. such as Universal Power Supplies and surge proiecrion strips to protect 
dl ITS-I I equipment against power outages. electrical surges, reduced voltages. 
an&or poor electrical qualities provided from the correctional facility. 
changes to the physical structure of a conectional facility for the installation of these 
condiiioning and proiection devices must be approved by and coordinated with the 
BOP 

Any 

c-12 



...;. . 

0 
C.Z.1.15.2 The ITS-I1 shall be capable of recovering from a power outage automaticdlv or 

remotely once power is restored. 

Called Party Voice Message Announcemenfr C.2.1.16 . 
The ITS-I1 shall have the capability to make the following rypes ofvoice message announcements 
The exact announcements and lanpage Will be determined by the BOP d e r  award of contract 

C.2.l.lb.l The I T S 4  shall provide the called pany with an opportunity to deny all future calls 
of that same type from an inmate by responding to a voice response prompt when 
answering a call This feature shall be available for both debit and collect calls The 
BOP shall have the capability to turn this feature on or off 

The ITS-II shall have the capability to provide automated messages to the called 
parry in the laneuage specified (English or Spanish) by the inmate for that called 
number This Gature shall be available for both debit and collect calls 

C.2.1.16.2 

C.Z.1.16.3 . The ITS-Il shall have!he capability to accept ihe called pany's response via keypad 
input from the telephone or a voice response and shall accept rotary dialed 
responses. 

The ITS-II shall have the capability to interject messages into a telephone call at 
random intervals (e.g,. "this call is from a federal correctional facility") as deemed 
necessary by the BOF and at BOP determined intervals. This feature shall be 
available for borh direct dial and collect calls. The BOP shall have the capability to 
turn this feature on or of f  

C.2.1.16.4 

C.2.1.16.5 The ITS-Il shall be capable of announcing to the called pany that the call is collect 
or direct dial. as appropriate The BOP shall have the capability to turn this feature 
on or off 

C.2.1.16.6 The ITS-Il shall be capable of providing an announcement message to the called 
pany that the call is from a Federal Prison. confipurable by the BOP, and used as 
determined by the BOP This feature shall be available for both direct dial and 
collect calls The BOP shall have the capability to turn this feature on or off ' 

C.2.1.16.7 The ITS-ll shall be capable of announcing to the called party the name of the calling 
pany Offcrors are encouraged but not required to provide a mechanism to record 
an inmate's name one time to be used each time this announcement is required. The 
BOP shall have the capability to turn this feature on or off for direct dial and/or 
collect calls 

h 

C.2.1.16.8 The ITS-II shall be capable ofannouncing to the called pany how to accept calls 
This feature shall be available for both direct dial and collect calls. 
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C.2.1.16.9 The ITS-I1 shall be capable ofannouncing to the called pany an instnrction 10 
proceed talking. This feaiure shall be available for both direct dial and collect calls 

C.2.1.16.10 The ITS-I1 shall be capable of announcins to the called pany the collcci call rate. * 

prior to acceptance. when a collect call is placed. 

c.2, 

C.Z. 

C.2.1 . I7  

c.z.1.17.1 

C.2.1.17.2 

c.2.i .  18 

c.2.  I .  18.1 

.18.2 

.IS.) 

C.Z. 1.19 

C.2.1.19.l 

C.2.1.19.2 

Trunk Group Availabiliv 

The contractor shall provide sufficient equipment and outgoing trunks to ensure that 
the probability of blocking a call made by an inmate does not exceed ten percent 
during the busies hour at any institution. The BOP will provide all FTS circuits 
requested by the contractor to meet this requirement for direct dial Ions distance 
C a l k .  

The contractor shall evaluate the percentage of calls blocked by call type for each 
institution on a monthly basis and shall increase the systemkervice capabilities within 
30 days. to meet the minimum of ten percent call blocking. 

Trunk Rotation 

The contraaor shall provide the ITS-I1 so that when a trunk is unavailable. the call 
shall be autorna~ically reroured to the next available trunk. 

Trunks shall not be permanently assigned or affixed to an individual telephone or 
station Telephone siarions shall access the next available trunk on a rotating basis 

The contractor shall provide the BOP with a flow chan(s) of call processes including 
voice response decision branches which the ITS-11 will be required to follow. This 
flow chan(s) shall be maintained current throughout the life of this contract and 
provided to the BOP as changes are made 

I 'oicc Quality 

The quality of voice connections provided by the ITS4 shall mem or exceed 
appropriate industry standards in use in  the United States and enacted by appropriate 
standards organizations (Bellcore. IEEE. ANSI. NIST. FIPS) for transmitted and 
received levels. noise. cross-talk. and frequency range The contractor shall provide 
the BOP with the standard to which their ITS-II will adhere. 
This voice quality level shall be in place for all telephone services at all stages of a 
call and shall no1 be affected by any orher I T S 4  feature. funclion, or capability. 
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C.2.1.20 Direct Dial Service 

The ITS-I1 shall process direct dial calls through senices proided by the contractor and the 
BOP. The contractor will not bill inmates for direct dial services. . 
c.2.1.20.1 Rater 

The telephone rates used to generate revenue for direct dial calls shall be established in the 
following manner: 

m The ITS-I1 contractor shall propose a per minute rate which will be charged to the BOP 
for each direct dial call type within each maimcnance service level. 

m The contractor shall charge the BOP the rate which corresponds to the maintenance 
service level chosen by the BOP (refer to Section C 4 for a description of maintenance 
levels) The BOP will choose the same maintenance service level for both direct dial and 
collect calls and will choose one maintenance service level for all facilities. .. 
The BOP will add a per minute charge io each direct dial call type within the maintenance 
service level chosen. This charge plus the contractor's per minute rate within the 
maintenance service level chosen by the BOP shall'constitute the total amount charsed by 
the ITS-11 to the inmate account for each direct dial call minute. The ITS-11 shall provide 
the BOP with an input field for each direct dial call type to allow the BOP IO enter a per 
minute charge which will be added to the contractor's direct dial rates being charged 

The ITS-ll shall reduce inmate accounts in whole minute increments for all direct dial 
calls 

m 

C.2.1.20.2 Revenues 

The contractor will be compensated by the BOP on a per minute basis for all completed direct dial 
calls placed by inmates over the ITS41 

Monthly. the contractor shall invoice the BOP for the number of direct dial minutes times the 
contractor's direct dial raie for the rnainienance service level chosen by the BOP lfthe 
contractor's maintenance level for that month IS not met and is less than that level chosen by the 
BOP. the contractor shall only invoicc the BOP at the rates which correspond to  the actual Iowa 
maintenance level met 

c-IS 
5 

c 



I L 'ur 

C.2.1.20.3 General Direct Dial Service Requirements 

A. 

B. 
C. 

Call charges for inmates shalls not begin until the called pany has accepted the call. t . 
Call charges shall stop when either the calling or called pany hang up. 
The ITS-I1 shall be capable of dialing a pre-pro-nrammed authorization code to access FTS 
circuits prior to initiating a call. This code is confrgurable by the BOP, may consist of eight 
to eleven digits. and may be activated or deactivaied by (he BOP on a correctional facilit\. 
by correctional facility basis This code shall be capable of being changed a1 each 
correctional facility by BOP Central Office staffas needed. 

Inmates shall not be charged for calls which result in Special Information Tones (SIT) 

The BOP will provide FTS circuits for processing direct dial long distance calls through 
the ITS-11. This service will be available through the existing GSA FTS2000 contract as 
well as any post-FTSZOOO contract. The contractor's ITS-If shall use this senice and 

. , 

D. 

E. 

.. . meet all requirements ofthe SOW. 
. .  

C.2.1.20.4 Local Direct Dial Service 

The contractor shall provide local direct dial telephone service at all correctional facilities where 
the ITS-I1 is installed. The local calling area shall be equivalent to the local calling public pay 
phone area at each correctional facility. The contractor shall be responsible for installing and 
maintaining all telephone circuits necessary to  provide this service through the ITS-11. .The 
contracior shall assure the ITS-11 is capable of identifying a dialed number as local, based on the 
payphone calling area. and correctly rate and route the call. 

C.t.I.20.5 

The contracior is no1 responsible for providins long distance diren dial telephone circuits. Long 
distance direct dial. for purposes of this contraci. is defined as any call no1 within the local area 
defined in C.2. I .20 4 and not considered international These telephone circuits will be provided 
by the government using services available from the then current FTS contract. The ITS-I1 shall 
process all long distance direct dial telcphonc calls placed by inmates over these government 
provided circui~s 

Long Distance Dircci Dial Service 

C.2.1.20.6 International Direct Dial Service 

The contractor shall provide International direct dial telephone service at all conectional facilities 
where the ITS-Il is installed The contractor shall be responsible for installing and maintaining all 
telephone circuits necessary to provide this service through the ITS-II. 

i 

i 
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C.2.1.20.7 Toll Free Access 

The ITS-I1 shall be capable of protlding limited toll free access calls to inmates as configured b\ 
the BOP through contractor provided access lines . 
The BOP allows cenain inmates the capability to place calls to designated toll fiee numbers for 
security purposes and other various reasons The BOP does not allow inmates to place calls to 
personal toll free numbers or telephone semce  provider access numbers. Therefore. the ITS-11 
shall be capable of allowing BOP identified inmates 10 place calls to only those loll free numbers 
approved by the BOP, over contractor provided trunks. AI1 other toll free numbers. inchdins 
local access toll fiee numbers. shall be capable of being blocked. The ITS-I1 shall provide a 
repon of the ITS-I1 accounis with toll free access numbers on their approved lists including the 
Telephone number and a repon for toll free numbers called by inmates. as requested by the BOP 

C.2.1.21 Collect Call Service 

The contractor shall provide the collect call services listed below through the use of an 
Au:omared Operator. 

c.2.1.21.1 Rates 

.. 

The contracior’s rates charged to the called pany for collect calls regulated by the State 
regulaton. commission shall not exceed that regutatop commissioning body’s rate cap Tor 
rcsidcntial collect call rates. In  those slates which the State regulatory commission does not 
provide a rate cap for residential collect call raies. the contractor‘s rates charged to the called 
pan \  for collect calls shall not exceed the highest residential collect call rate being charged in that 
state by a telephone company other than the I T S 4  contractor. The contractor shall charge :o 
the called pany those rates proposed in Section B 

The contractor’s rates charged to the called party for collect calls regulated by the Federal 
Communications Commission (FCCI shall not exceed the Message Toll rates for collect long 
distance calls and the sewice charge for residential Operator Station Collect set by the inter- 
exchange camer uirh the highest yearly domestic long distance toll revenues (currently AT&T) 
Thc contractor shall charge to ihe called pany those rates proposed in section B. 

C.2.1.2 1.2 Rrvcnues 

Thc coniracior u i l l  collect all revenue from the called pany for collect calls placed by inmates. 
The contractor shall credil the BOP on the same monthly invoice as direct dial calls an amount 
equal to the percent of gross billable collect call revenue for the maintenance service level chosen 
by the BOP However. if the coniractor’s maintenance level for the month is no: met and i s  less 
than that level chosen by the BOP. the contractor shall credii thr BOP for the percent ofgross 
billable collect call revenue for the louer maintenance service level actually met 
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C.2.1.21.3 General Collect Call Requirements 

A 

B. 

C. 

D. 

E. 

. F. 

G 

Human operators shall nor be used at any point during a collen call except under 
enraordinary circumsianccs and as agreed i o  by the BOP COTR. 

The contranor's capability io provide human operaiors during ea rao rd inm 
circumstances is a desired optional feature. This is a non-rnandaton, requirement 

Collect calls shall not be connected nor shall billing commence until the called panv 
indicates acceptance of the call 

. 

Billing for the called p m y  shall SIOP when either the called or calling pany hangs up. 

The contractor shall provide all services associated with collect call services such as 
billing. out-clearing. and line information database (LIDB) verification. The ITS-I1 
contractor shall assume all responsibility for billing called panics receiving ITS-II collecr 
calls. and collecting payments for these calls. 

The contractor shall provide'a toll f re t  number which will be clearly shown on the called 
pany's bill for assistance in billing marterr 

The contractor shall provide the BOP with a written copy ofall collcct call restrictions it 
imposes in managins its collen call program. The contractor shall also notify :he BOP in 
uritinp of any changes to these restrictions 

C.Z.I.21.1 Local Collect 

The coniranor shall protide local colleci calling service at all correctional facilities where the 
ITS-I1 IS installed The coniraflor shall be responsible for installing and maintaining all telephone 
circuits necessary to provide this stnice through the ITS-I1 

C.2.1.21.5 IniraLATA Collect 

The contractor shall provide intraLATA collect calling service at all correctional facilities where 
the ITS-I1 is installed The conrractor shall be responsible for installing and maintaining all 
ielcphone circuits necesszry to provide this senice through the ITS-I1 

6.2.1.21.6 InicrLATA Collect 

The contractor shall provide intcrLAT.4 collcct calling setvice at all correctional facilities where 
ITS-II is instatled The contractor shall be responsible for insrallin9 and maintaining all ielcphone 
circuits necessary to probide this renice through the ITS-11 
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C.2.1.21.7 Interstate Collect 

The contractor shall provide interstate collect calling SeMCe at dl correctional facilities uhere the 
ITS41 is installed. The contractor shall be responsible for insrallinp and maintaining all telephone 
circuits necessary to provide this service through the ITS-11. 

C.2.1.21.8 International Collect (h’on-iMandatop) 

. International collect services are not a mandatory requirement for the ITS-11. alrhough the 
contractor is encouraged to offer the service to as many countries as feasible. The contractor shall 
be responsible for installing and maintaining all telephone circuits necessary to provide this senice 
through the ITS-11, if this senice is provided~ 

C.2.1.22 Special Interim Collect 

The contractor shall provide the capability to pre-install contranor provided collect senices ai all 
correctional . .  facilities currently operatins without an ITS.. 

C.2.1.22.1 The contractor shall transition the BOP sites that currently provide collect only 
service. as identified by Correctional Facility type “Collect” in Exhibit J - I ,  
Correctional Facility Information. to the contractor’s collect service before and until 
the contractor’s full direct dial/collect system can be implemented. if ordered by the 
BOP. Once the ITS-I1 is fully installed. collect calls placed by inmates will be 
processed through the ITS-I1 as required by this contract. 

The contractor shall be capable of making the necessary arrangements to chanye 
these correctional facilities current Primary lnterexchange Camer (PIC) with the 
LEC to the contractor’s services 

C.2.1.22.2 

C.2.1.22.3 ‘These collect services shall include screen codins andlor automated operator for 
inmate services and shall not allow dialed numbers to be changed at the request of an 
inmate or allow charse reversal. or charge diversion to another number 

/Non-MandatoF) The contractor may also provide similar collect services to 
inmates during the period of time the original ITS is being de-installed by the BOP 
and the ITS-I1 is being installed Simultaneous de-installation of the existing ITS 
and installation of the neu  ITS-II will most likely not be possible due to limited 
space for two systems in the ITS room Down time may be allowed during the 
actual cut-over process io allow for full  system integration testing. 

C.2.1.22.5 The installation ofthese interim collect services shall be at the discretion of the BOP 
COTR. as ordered by the Contracting Oficer 

C.2.1.22.4 
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’ C.2.1.22.6 At coneaional facilities where this collecl S C ~ C C  is ordered by the BOP. the 
contractor shall remove the existing telephone station sets and insrall new station 
sets The new statio5 sets shall be those which will be used when the ITS-11 is fullv 
installed. . 

C.2.1.22.7 The contranor shall coordinate the installation ofthese collect semkcs. at the BOP 
I requested correctional facilities. with BOP Central Office staff. 

C.2.1.22.8 The contractor shall be responsible for providing these senices to the correctional 
facility‘s communication mainframe in the communications room. The BOP will 
ensure cross connection to [he individual inmate station sets. 

C.2.1.22.9 The interim collect call service shall only provide collea call capability and no other 
type of service. 

I 

C.2.1.22.10 The interim service is not required to adhere to the controls of the  full ITS-11 system 
(i.e.. calling list. time of day restrictions. identifiers. reponr). 

C.2.1.22.11 . .  The interim service shall be provided at the.yates proposed for collect services in 
Section B of this RFP. 

1 C.2.1.22.12 The contractor shall pay the BOP Central Ofiice Trust Fund each month the percent 
of the gross billable revenue for collect calls corresponding to the maintenance level 
chosen by the BOP This payment shall be made monthly within 60 days of the last 
day ofeach moxh ir. which the calls were placed The BOP will work with the 
contractor to enable an electronic transfer of funds 

. 

. -  
C.2.1.22.13 The contractor shall provide monihly revenue repons to the BOP Central Ofice 

. Trvsi Fund for this interim semce. summarizing. for each correctional facility. total 
call revenue. the amount to be paid to the BOP. the number of collect call minutes. 
and the total number of calls placed 

5.2.1.23 \Vide Area Network 

i The contracior shall design and install a wide area network (WAN) as part o f the  ITS-ll to 
provide connectivity among the ITS-JI systems at federal correctional facilities and to suppon the 
capability for system-wide ITS41 administrative operations and Functions b 

C.2.1.23.1 The contractor shall be responsible for providing and installing all ITS-I1 WAN 
equipment at each of the correctional facilities and locations covered by this 
contract Conrraaors shall also s p e c i ~  Network Management Systems to be 
provided that suppon network stanup. maintenance. monitoring, and operations. 
Contractors shall fully consider the cost ofthese components in their proposed rates 
for direct dial and collcct services 
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C.2.1.23.2 The contractor shall design its ITS-11 WAX confprations assuming the use of 56 
kilobits per second (Kbps) transmission capacity provided through FTS-1000 
Dedicated Transmission Senice for ITS-11 WAN connectiblty Contractors shall 
indicate the number of such circuirs to be insralled to suppon ITS-I1 functions 
required in this RFP. bur shall not include the cofr of such facilities in rheir'rates for 
ITS-I1 diren dial or collect calling services. The governmenr shall provide as 
Government Furnished Equipment (GFE) the FTS circuits to facilitate rhe WAN 
The contractor shall provide all equipment necessary to facilitate operation of the 
WAN over these government provided services. 

C.2.1.23.3 The ITS-I1 WAN shall not have a single point offailure. 

C.2.1.23.4 The contractor shall provide capabilities to protect against network outages or loss 
of Network Management Sysrems for the WAh'. 

After award of the contract. rhe conrractor is encouraged to design and deploy a 
more efficient network design. using any FTS transmission senices available to the 
BOP. If an optional WAX configuration is,proposed after award of contract. it will 
be reviewed for approval by the BOP for cost effectiveness, speed. and redundant 
qualities. The contractor may also include switched (or other) T T S  services for 
"Ah' backup in this optional design 

The WAN shall be maintained and monitored by the contracror at its Central 
Operations Facility and shall be capable of being monitored by BOP Central Ofice 
s t a r  

C.2.1.23.5 

C.2.1.23..6 

C.Z.1.23.- Xetwork management for both wide area and any local area networks shall provide 
at a minimum the followin_r functions 

A 
B 
C 
D 
E 

Define. maintain. and monitor the status and performance of the network configuration 
\'leu equipment and sofiware errors 
Stonitor the status of any network nodes 
Honitor the performance ofthe workstations and main computers 
Troubleshoot the network. workstations. and servers 

C.2.1.23.8 All sofiware to suppon any local and wide area networks from the workstations. 10 
the local network components, 'to the WAN components. shall be provided by the 
contractor 

C.2.1.23.9 The ITS-11 information is sensitive Communication of information across the WAN 
or dial up modems shall use a method of encryption The contractor shall use either 
DES or Type I encryption methods for data transferred via the W A N  
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C.2.2 Management of Inmate Telephone Accounts 

T h i s  subsecrion states the requirements of the ITS-I1 for management of inmate telephone 
accounts. It is divided into the f o l l o ~ n g  categories: - 

Inmate Account Information 
Inmate Access to Telephones 

rn Inmate Use of Telephones 
Inmate Telephone Account Financial Transactions 

rn Management of  Inmate Transfers Beween Correctional Facilities 
rn Reports 

All information and audit record detail shall be available for viewing and/or reponing by any 
authorized BOP user immediately upon completion of the transaction . 

c.2.2.1 inmate Account Information 

. The information required by each subsection below shall 6e available for viewing and data input 
on an individual screen for each of the following subsections. These screens shall be capable of 
being changed by the contractor to meet the needs of the BOP. at the request of the BOP. and at 
no additional cost to the BOP. 

w Inmate Profile Information 
rn Financial Transaction Information 

Telephone Call Information 

C.Z.Z.1.1 Inmate Profile lnromotion 

The follouing inmate profile information shall be maintained for each inmate account: 

C.2.2.1.1.1 Inmate Register Number 

This is an eight digit number separated by a hyphen after the first five digits assigned to each ; 

inmate by the BOP (the hyphen shall be shown on the screen only and shall not be required for 
input) The 1TS-ll shall provide the ability to chanse an inmate's register number ihrough a z 
separate menu funnion All data related to the previous register number will be transfcmcd to the 
new register number 

C.2.2.1.1.2 Inmate Name 

Thc inmates' name fields shall include Last Name. Firs1 Name. Middle Name. These field lengths 
shall be. at a minimum. 35 characiers for.thc last name and I5 characters each for the f i r n  and 
middle name 
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C.2.2.1.1.3 Correctional Facil ic 

Each correctional facility has a unique name which will be used as the automatic default for 
inmares assinned - IO that correctional.faciltiy The BOP Central Ofice will assign each 
correctional facility with a three character designation 10 be used with the ITS-I1 This three 
character designation shall not be capable of being changed by coneaional facility staff Each call 
record or financial transaction uill be '.stamped" according 10 the correctional faciliry tvhere the 
transaction was performed BOP staff shall have the capability IO transfer access to inmate 
accounts among correctional facilities 

C.2.2.1.1.4 Living Unit 
.~ 

I Living units are named buildings within a correctional facility to which inmates are assigned 
sleeping quaners. Each correctional facility uses different names for its buildings. This field does 

i not require input at each correctional facility This field shall be capable of being configured by 
the BOP for each conectional facility as a pick list for that individual conectional facility. This 
field shall be a minimum of 15 characters 

.. 
C.2.2.1.I.I Comments 

This field shall be used by BOP staff to input miscellaneous comments related to an individual 
inmate's ITS-I1 account and shall allou input of a minimum of I80 characters. 

C.2.2.1.1.6 Language Preference 

Each inmate profile shall be marked by BOP staff with the inmate's language preference of 
English or Spanish Voice messages provided to the inmate shall be made using this preferred 
lanpuacc 

c.2.2.1.1.7 Alrn 

.Alcns may be placed on inmate accounts which shall norifi\. the user type which enabled the alen 
tha t  the account IS placing a telephone call The alen status shall only be capable ofbeing viewed 
b\ the user level uhich placed the alen on the account i 

C.Z.2.1.1.8 Account A~ctivrtion Dote > 

This field shall be automatically generated when an inmate's ITS-II account is created. This field 
shall not be capable of being manually modified 

C.2.2.1.1.9 Date oTArrivrl 

The date of arrival at a neu  institution shall be automatically grnerated in this field when an 
inmate's ITS-I1 account access IS assigned to a different BOP conectional faciliry. 
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C.t.2.1.1.10 Status Code 

. This shall be a one charaner input f idd of zero to nine and letters A to 2. used IO indicate the 
status of an inmate's accounl Inmate accounts udl automatically be assigned a status o f A  when 
rn account is active Inmate accounts will auiomaiically be assigned a sratus of 2 when an inmat; 
is released. 

c.2.2.1.1.11 Suspension 

The TTS-I1 shall provide the BOP with the capabiliry to temporarily suspend inmate ITS-I1 
account calling privileges. Entry in this field shall require the number of days for suspension and 
the Stan date ofthe suspension. The system shall display the date on which the suspension 
becomes inactive. The system shall deny all calls placed by the inmate m i l  the end of the 
suspension period at which time i t  *ill auromarically enable calls for the inmate. 

c.2.2.1.1.12 Telephone List 

'The 1TS-I1 shall be capable of mainraining a list of telephone numbers for each individual inmate 
'itcoun: to which an inmate will be allowed to place calls: These lists shall be capable ofbeing 
maintained by BOP staff with appropriate access rights These lists shall be capable of being 
printed for one or  several inmates. 

The ITS-I1 shall also be capable of maintaining a special list of telephone numbers for each 
institution. maintained by the BOP. IO which inmates whose accounts are flagged to access these 
numbers. can call withour the requirement of these numbers being on their personal list. 

C.2.2.1.1.12.1 The ITS41 shall suppon a minimum list size of 30 numbers per inmate. but 
shall be capable of beins adjusted to meet the needs ofthe BOP. 

Numbers which arc configured as denied. shall be kept on an inmate's list 
regardless of the quantity o f  numbers maintained for an account. These 
numbers. when marked as denied. shall be capable ofbeing deleted or  
re-enabled only through a protecred mode (system prompt to confirm . ' 
requested action) by the appropriate BOP staff These denied numbers stiall 
not aRect the number of  active telephone numbers on an inmate's approved) 
number l i a  

C.2.2.1.1.12.2 

C.2.2.1.1.12.3 The amount ofactive numbers available on a list shall be capable ofbeing 
configured as necdcd by the BOP. by individual inmate. correctional facility. or 
nationwide 

C.2.2.1.1.12.4 The amount ofactwe numbers on a list shall be displayed and dynamically 
updated as numbers are being inputted Duplicate numbers shall be immediately 
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c.2.2.1.1.12.5 

C.2.2.1 J.12.6 

identified by the system and audibly alen the ITS staff perfominn the input 

The ITS-I1 shall provide BOP staff a11h the capability to enter. modik. and 
deleie numbers for inmate Approved Fu’umber Lists 

Allow Callsto h’umbers on Special List 

- 

. 

The ITS-I1 shall provide the BOP w i t h  the capabiliry to flag an inmare’s ITS-I1 accouni to allou 
that account to call numbers on the BOP’S Special List described above. withour the need to place 
that number on the inmare’s approved list 

C.2.2. 1.1.12.7 Telephone Number Information 

The following information shall be available for each telephone number on an inmate’s list 

C.2.2.1.1.12.7.1 Telephone Kumbcr 

The telephone number an inmate wishes to call 

C.2.2.1.1.12.7.2 Comment 

This field shall be used by the BOP to input items such as descriptions ofthe number being called 
and shall be a minimum of 40 characters in length 

C.2.2.1.1.12.7.3 Direct DiallCollcctlBoth 

This designation shall conirol the method by which a call to an individual number may be placed 
The BOP shall be capable of setting a global default for all inmates 

C.2.2.1.1.12.7.4 Do Not Record 

This designation shall conirol whether the voice path of a call is routed to the correctional facility 
recorder If a number is flasged as an atiorne! call on the ITS-ll. when the call is placed. the 
voice path of the call shall be disconnected from the correctional facility recorder. Once the i 

voice paih of the call has been disconnected from the recorder. a tone shall be directed to tht  
recorder paih in lieu of the voice The BOP shall be capable of enabling or disabling this feature. 
The default setting for this field shall be io record each call This feature shall be capable ofbeing 
globally enabled and disabled nationwide or by coneciional facility by BOP staff with appropriate 
access levels 

C.2.?.1.1.12.7.5 Called P a m  Language Preference 

This setiing shall be either English or Spanish English shall be used as the default setting This 
preference setting determines the language the ITS-II will use to present voice messages to the 
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called paKy. This shall be capable of being indi\idually set for each telephone number on an 
inmate's list. 

C.2.2.1.1.12.7.6 Allow Call . 
This settine shall control whether an inmate can place a call to the individual number The default 
setting for;his field shall be to allow calls A telephone number on an inmate's account which is 
set to "Not Allow" will not &ect another inmate's ability to place a call to that number 
Telephone numbers which are set to  "Not Allow" will not affect the amount of numbers on that 
inmate's approved list 

C.2.2.1.1.12.7.7 Date of  Activation or Deactivation for Each Number 

The dale of activation or deactivation field shall be automatically updated by the ITS-11 as a 
telephone number is input on an inmate's authorized telephone number fist and as a number is 
deactivated From the list. 

C.2.2.1.1.12.7.8 Alerl .. 

The ITS-I1 shall be capable of flagging individual telephone numbers for alen. If a call is placed 
to a telephone number which is flagged for alen. the system shall notify the user level which 
placed the alen on the account Alened telephone numbers shall only be seen by the user level 
which enabled the a l m s  Alens shall also be capable of beins reponed a5 described in the 
REPORTS section of this SOW 

C.2.2.1.1.13 

The ITS-II shall have the capability to allow the BOP to configure the total amount of minutes an 
inmate may call per a user specified time period The Total Kumber of Call Minutes Remaining 
field shall display the difference between the BOP-defined maximum number of call minutes for an 
inmate and the total number of minutes the inmate has used for the specified period of time. It is 
possible for the BOP defined maximum time limit to be unlimited. thereby. automatically disabling 
this feature The Total Number of Call Minutes Remaining field shall be automatically updated as 
the inmate places calls to reflect the total number of minutes remaining for the user specified iimc 
penod The ITS-ll shall automatically reset !he number of call minutes remaining at the beginning 

Total Number of Call Minuter Remaining 

of thc next iimc pcriod 

C.t.2. I .  I. I4 

2 

Collect hl inuier Remaining 

The I T S 4  shall have the capability IO allow the BOP i o  configure the amount of collcet minutes 
an inmate may call per a user specified time period The Collect Minutes'Remaining field shall 
dtsplay the diffcrencc between the BOP-defined maximum collect calling minutes for an inmate 
and the total minutes for collcci calls the  inmate has used for the specified period ofrime. I t  is  
possible for the BOP defined maximum time limit to be unlimited. thereby. automatically disabling 
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> this feature. The Collect Minutes Remaining field shall be automatically updated as the Inmate 
places collect calls IO rcflccr the number Of collect minu:es remaining for the user specified time 
period. The ITS-I1 shall automatically lese1 !he number of collect minutes remairune at rhe 
beginning of the n e n  time period. Minutes shall only be deducted for answered calls 

- 
. 

C.2.2.1.1.15 Direct Dial Minutes Remaining 

The ITS-11 shall have the capabili? 10 allow the BOP 10 c o f i p r c  the amount of direct dial 
minutes an inmate may call per a user specified time period. The Direct Dial Minutes Remainlna 
field shall display the difference between the BOP-defined maximum direct dial calling minutes For 
an inmate and the total number of minutes for direct dial calls the inmate has used for the specified 
period of time. It is possible for the BOP defined maximum time limit to be unlimited. thereby. 

.. automatically disabling this feature. The Direct Dial Minutes Remaining field shall be 
': automatically updated as the inmate places direct dial calls. ITS-I1 shall automatically reset Ihe 
,' number of direct dial minutes remaining ai the beginning of the nexT time period. Minutes shall 

i ,  only be deduaed for answered calls. 

..-Tf- 

C.2.2.1.1.16 Total Number of Calls Remaining ,. 

l h e  ITS-I1 shall have the capability to allow the'BOP to confirmre the total number of calls an 
inmate may place per a specified time period. The Total Number of Calls Remaining field shall 
display the difference between the BOP-defined maximum number of calls for an inmate and the 
total number of calls the inmate has placed for the specified period of time. It  is possible for the 
BOP defined maximum number of calls to be unlimited. thereby. automaticah disabling this 
feature The Total lriumber of Calls Remaining field shall be automatically updated as ;he inmate 
places calls to reflect the total number of calls remaining for the time period specified The ITS-ll 
shall auromaticallv reset the total number of calls remaining at the beginning of the next time 

-C.- period Only answered calls shall be deducted Minutes shall only be deducted for answered 
calls 

- 

C.2.2.1.1.17 Number of Collect Calls Remaining 

The ITS-ll shall have the capability IO allow the BOP IO configure the number of collect calls an 
inmate may place per a specified time period The Number of Collect Calls Remainins field shall 
display the difference between the BOP-defined maximum number of collect calls for an inmate 
and the iota1 number of collcct calls the rnmate has placed for the specified period of time It is. 
possible for the BOP defined maximum number of calls io be unlimited, thereby. automatically 
disablinr this feature The Number of Collecr Calls Remaining field shall be automatically 
updated as the inmate places colleci calls to reflect the number ofcollect calls remaining for the 
time period specified Only answered calls shall be deducted 



C.2.2.1.1.18 Number of  Direct Dial Calls Remaining 

The ITS-I1 shall have the capability 10 allow the BOP to configure the number of direct dial calls 
an inmare may place per a specified time period. The Number of Direct Dial Calls Remaining fi& 
shall display the difference between the BOP-defined maximum number of direa dial calls fo; an 
inmate and the total number of direct dial calls the inmate has placed for the specified period of 
time. It is possible for rhe BOP defined maximum number of calls to be unlimited. thereby, 
automatically disabling this feature. The hiumber of Direct Dial Calls Remaining field shall be 
automatically updated as the inmate places diren dial calls to reflect the number of direct dial calls 
remaining for the time period specified. I T S 4  shall automatically reset the number of direcr dial 
calls rtmainjng at the beginning of the ne= time period. Only answered calls shall be deducted 

C.2.2.1.1.19 Balance Transfers from FPPOS 

The ITS-I1 shall be capable of allowing the BOP 10 enable and disable an inmate's capability to 
transfer funds from their Commissary accounts to their I T S 4  accounts. This shall be 
confiqurable on an individual inmate basis or for a group of inmates. .. . .  

C.2.2.1.1.20 Balance Inquiry Allowed 

The BOP shall be capable of enabling or disabling inmate capability to request and receive iTs-11 
and Commissary balance inquiries over the tclephone. This shall be configurable on an individual 
inmate basis or for a group of inmares or an entire correctional facility. 

c.2.2.1.1.2 1 Number of Telephone Initiated Fund Transfen 

The BOP shall be capable of setting the number of times an inmare is allowed to transfer funds 
from their Commissary account IO their 1TS-II account per day or per week. This shall be 
confiprable on an individual inmate basis or for a group of inmates or an entire conectional 
facility The ITS-I1 shall also provide a method of schedulins the time of day and day of week in 
which such transfers shall be allowed This schedule shall be configurable by the BOP 

c.2.2.1.1.22 Assign Inmate IO Ttlephone i 

The I T S 4  shall be capable of assigning an inmatefs) account to an individual telephone or grobp 
of!elephones so that the inmaWs) account may only place calls from those designated telephones. 
However. those telephones shall siill be capable of being used by inmate accounts not specifically 
assigned to them 
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, ...-_-. I .. . . * .. 

C.2.2.1.1.23 Personal Identifier 

The ITS-11 shall be capable of identifying the specific inmate account that initiated each 
transaction made on the telephone. This identificarion shall be made through a unique identifier 
assigned to each inmate account. This feature is required for dl direct dial calls bur may be 
enabled or disabled for collen calls as required by the BOP 

C.2.2.1.1.23.1 This identifier may be a Personal Access Code (PAC). a voice recognition 
match. or some other method the contractor may propose which is unique and 
secure. 

This identifier shall be the only means through which an inmate can access their 
JTS-I1 account unless otherwise configured by the BOP. 

This identifier shall remain assigned to a specific inmate account regardless of 
transfers to other BOP correnional facilities. If a PAC method is used. the, 
I T S 4  shall provide the capability forfhe BOP to assign a new PAC in case of 
a lost or stolen PAC. 

.-I.%7.- 
\ ~. ..* ’ , 

C.t.t.1.1.23.2 

C.2.2.1.1.23.3 

. .  

C.2.2.1.1.23.4 The ITS-I1 shall prevent personal identifiers from being used at multiple 
telephones simultaneously 

lf the contractor uses a PAC as a personal identifier it must be C.t.2.1.1.23.5 

A 
B 

a minimum of nine digits. 
randomly generated from one nationwide pool of numbers in such a manner that any 
inmate may be automatically and randomly assigned any unused number from that 

capable o f  bein; printed on a secure. carbon transfer envelope which only exposes 
the inmate’s name and register number for internal BOP distribution purposes The 
contractor shall provide the carbon transfer envelopes for this purpose; and 
capable of being viewed by BOP staff with the appropriate user level. 

pool. 
.C 

D 

C.2.2.1.2 financial Transaction Information 

The ITS-11 shall maintain a detailed audit record of  every financial transaction made to an 
inmate’s account and shall indicate !he instiiution at which the transaction occurred. 

2 

Throughout the duration o f  a call. the ITS-ll shall track time and status information about a call 
and terminale a call if the ITS-I1 account balance limits for direct dial calls is reached. 

i 
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C.2.2.1.2.1 ITS11 Account Balance 

The ITS-I1 shall maintain a separate and indibidual account balance for eve? inmate account 
This account balance shall be the sum iota) of all ITS-I1 financial transactions occurring for an 
individual inmate account. This account balance shall be automarkally updated in real time for 
each transaction made to an inmate's accoum. 

- 

C.2.2.1.2.2 Viewing Avoilabiliv 

Information associated with an individual inmate account shall be available for viewing by all 
authorized users at all rimes regardless of orher system activities. 

C.2.2.1.2.3 Immediate Update or Financial Information 

AI1 audit detail information related IO inmate financial transactions shall be immediately and 
automatically updated for each ITS-I1 account so that at all times the integrity of the accoum . 
balance can be verified against the financial transaction detail audit records for that account. 

C.2.2.1.2.4 Transaction T y p e  

At a minimum. the following financial transamion activity types shall be recorded as a separate 
line item on each inmate's ITS-I1 account This information shall be available for viewing or 
printing as required by the appropriate BOP sraff. 

.. . .  

A )  
B) 
C) Direct dial calls. 
0) 
E )  
F) Refunds on ITS-Il 

Inmate-initiated transfer of funds from FPPOS to ITS-11. 
Commissary-initialed electronic transfer of funds from FPPOS to ITS-I1 

htanual financial transactions on ITS-11 
Transfer of funds from ITS-I1 to FPPOS. 

C.2.2.1.2.5 Transaction Information 

.As applicable. each account transaction en tn  shall conrain the following audit detail information 
and shall be applied to an individual inmate's ITS-11 account audit detail record: 

A)  Date of transanion 
B) Time of  transaction 
Cb Amount of  rransaction 
0 t 
E) Correctional facility identifier 
F 1 Type of transaction 
GJ User entered reference number 

Individual iniriatinp the transaction 
i 
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C.2.2.1.3 Telephone Call Record Information 

C.2.2.1.3.1 Call Record Availability . ! 

All calls shall generate call records which shall be accessible and available for reponing. analvsis. 
or viewing. immediately upon the termination of a call Any process requirins a delay in making 
call records available (for example. on a daily basis or through a dounload process) IS 
unacceptable 

C.2.2.1.3.2 Call Record Data Structure for Direct Dial and Collect Calls 

. 

For the purposes ofvjcwing call records. all call records shall reflect the most current record first. 
followed in a descending date order to the  least current call record. The ITS-I1 shall maintain 
identical call record data structures or formats for direct dial and collect calls. The only 
acceptable differences shall be any indicators which identify calls as beinp either direct dial or 
collect. 

C.2.2.1.3.3 . Call Record Saorage ’ 

The ITS-11. at a minimum. shall suppon a call record database storage capacity ofthe most recent 
I:! month period per correctional facility for queries and reports. This storage shall be for all 
incompleted and completed calls It  is estimated that the number of  records will range from I 
million to 4 million call records. per correctional facility. depending on the size of the correctional 
facility for a I ?  month period. Informational calls placed by inmates. such as balance requests. 
call minutes remaining. CIC.. shall no1 affect this call record capacity. nor shall they be stored as 
pan of the call record database. 

.. 

C.2.2.1.3.4 Calls Not Completed 

The ITS-Il shall record the reason for a call not being connected in the call record using English 
constructs The use of notification messages in the form of codes that must be looked up to 
ascenain their meaning is unacccptable Records for collect calls shall indicate ifthe call was 
refused and for what specific reason i 

C.2.2.1.3.5 Call Record Format > 

The followins information shall be captured and stored for all calls attempted where a personal 
identifier has been used 

A) lnmate register number 
B) Inmate name 
C )  
D) Date 

Correctional facility from which call was placed 
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Time. 
Dialed digits. 
Destination (city and state. or city and coun!? for internationd calls). 
Reason for call not completed 
Duration from answer or acceptance 
Trunk definition (FTS. local. international. etc.). 
Telephone location. 
Station set number. 
Charge for call. 
Description assigned to telephone number called. 
Call type (interLATA. intraLAfA local. etc.). 
Alen (whether an den was issued for that call). 
Type of Alen (account or telephone number). 
Recorder channel number. 

C.2.2.2 Inmate Access to  Telephones 

The ITS-II shall provide features which provide the BOP with the capability to manage inmates' 
abiiitie; to j l h  ielcphone calls These features. at a miGmum, shall be capable of being applied 
by the BOP as described below and as summarized by Exhibit 5-6. Features. Feature 
Parameten. The ITS-I1 shall provide the BOP with an easy to use method of setting and 
changing system parameters which can be applied to various groups of inmates or individual 
inmates as deemed necessary by the BOP. 

C.2.2.2.1 Feature Groups 

The ITS41 shall be capable of maintaining multiple groups or  BOP confiprable features derived 
from various combinations of the features listed below 

C.2.2.2.1.1 The contractor shall state the number of feature groups which shall be made 
available for configuration There shall be a minimum of six feature groups 

C.2.2.2.1.2 The ITS41 shall provide BOP Central Office staffthe capability to assign access 
privileges to  user levels for any indi\*idual feature. allowing those users to modi$ or 
change features for individual inmates and/or individual telephone numbers onl). 

C.2.2.2.1.3 A call shall be completed only if the inmate ailempiing to place that specific call is 
allowed io do sa within the confines ofthe applicable feature group configuration. 

' 

C.2.2.2.2 Class of Service (COS) 

The BOP shall be capable ofconfigunng COS by configuring the parameters for each feature 
within a group The values of  these parameters are listed below in Feature Descriptions. These 
COSs shall be capable of being assigned by BOP staff with appropriate access levels to individual 
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inmates or groups of inmates as defined by groups of institutions, individual institutions. Or  li\inp 

units. 
- - 

C.2.2.2.2.1 The ITS-II shall be capable of providing multiple COSs for each feature group 

C.2.2.2.2.2 A COS shall be capable of being assigned as a default configuration IO the follouing 
levels 

. 

A Individual inmates 
B Groups of inmates as defined in sets of living units. correctional facilities. groups of 

correctional facilities. or nationwide. 

C.2.2.2.3 Feature Descriptions 

The following features shall be made available for inclusion in each feature group as defined by 
the BOP. If a feature is not included in a feature group. its function shall be considered not 
applicable. 

C.2.2.2.3.1 Inmate Access 10 I n k n a t i o n  

The BOP shall be capable of enabling and disabling an inmate's ability to receive account 
information over the telephone. Each item of information (Le.. ITS-I1 account balance, 
Commissary account balance) shall be capable of being enabled or disabled independently of the 
other. by the appropriate BOP staff 

.. 
- 

C.2.2.2.3.2 Require or Not Require Approved Telephone h'umber List 

The ITS-11 shall have the capability to only process calls to telephone numbers on an inmate's 
approved list This shall be capable ofbeing configured by BOP staff with appropriate access. to 
require or not require the use of a list for direct dial. collect. or all calls. 

C.2.2.2.3.3 Calling Scheduler 

The ITS-ll shall be capable of providing the BOP with a means of setting various calling 
schedules These schedules will control when telephones cut on or off within a correctional 
facility or uhen individual inmates are allowed IO place calls within the correctional facility > 
schedule The ITS-I1 shall provide the capability to configure multiple calling schedules for each 
day. by correctional facility and individual inmate 

C.2.2.2.3.4 Time Between Completed Calls 

The ITS-11 shall be capable ofbeing configured to control the amount of time between inmate 
compleied calls. The sysiem shall be capable of placing this ! h i t  on direct dial. collect. or  both 
types of calls The BOP shall be capable of enabling or disabling this feature. This time shall be 
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set by minutes and shall range from 0 to 9.999 

C.2.2.2.3.5 Maximum Kumber of Calls 
The ITS-I1 shall be capable of being configured for the maximum number of calls allowed per da\. 
week, month for an individual inmate or groups of inmates or all inmates The svstem shall be . 
capable of placing this limir on direct dial. colleet. or both rypes of calls. The BOP shall be capable 
ofenabling or disablinq this feature This setting shall range from 0 to 999. 

C.2.2.2.3.6 Maximum Number of Minutes 

The ITS-11 shall be capable of being configured for the maximum number of minutes of calls 
allowed per day, week, month for an individual inmate or proups ofim,ates or all inmates. The 
system shall be capable of placing this limit on direct dial, collect, or both types of calls. The BOP 
shall be capabk of enabling or disabling this feature This time shail be set by minutes and shall 
range from 0 to 9.999. 

93.2.2.2.3.7 Call Duration 

.Thc ITS-II shall be capable of assigning a maximum call duration for each type of call; direct dial. 
collect or both. The BOP shall be capable of enabling or disabling this feature. This time shall be 
set by minutes and shall range from 0 to 99. 

C.2.2.2.3.8 Extra Dialed Digits Prevention 

The ITS-I1 shall be capable of preventing the processing of additional digits fTom the inmate afier 
all call processes have been completed for an authorized call. This feature shall be capable of 
being enabled or disabled. I t  shall also be configurable for the number of extra dialed digits 
allowed before the call is cut off. The system shall be capable of enabling or disabling this feature 
for individual inmates and individual telephone numbers. 

C.2.2.2.3.9 Branding Calls with a BOP Message 

The ITS-II shall be capable of providing a BOP configured message to the called pany at the 
beginning of each call for an individual inmare or groups of inmates or all inmates. The BOP shall 
be capable of modifying this message The BOP shall be capable of enabling or disabling t h i s  
feature 

C.2.2.2.3.10 Intermittent BOP Message 

The ITS-I1 shall be capable of providing a BOP configured message which is heard by the called 
pany at variable times during a call The BOP shall be capable of modifiring this message. The 
BOP shall be capable of enabling or disabling this feature 

C 
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C.2.2.2.3.11 Called Pam. Blocking 

The ITS-I1 shall provide the called pan! through a voice prompt uith a method to block all calls 
placed from an inmate account. Calls blocked for an inmate account using this method shall not 
affect other inmates wishing to call that same number. Calls blocked using this merhod shall be 
identified separately in all tables as blocked by the customer. Under no circumsrances will ihc 
contractor alter or interfere with the ability ofthe called panv to receive other collect calls 
ori_ninaring from non-BOP correciional facilities (Le.. placini LIDB blocks). 

C.2.2.3 

This subsection describes the functions which shall be available to inmates through use of the 
ielephone 

The ITS-I1 shall provide inmates with information relative to their ITS-I1 accounts and 

Inmate Use of the Telephone 

- 

Commissary accounts throush the use of the telephone as described below. 
. ,  

. .  .. 
,' C.2.2.3.1 ITS-11 Account 9sldncc 

The ITS-ll shall be capable of protiding inmates with their ITS-I1 account balance information 
and cost of their last call io dollars and cents \ia the telephone. 

C.2.2.3.2 comrnissav  Account Balance 

The ITS-Il shall provide a method by which inmates may obtain their Commissa? account 
balance informalion 

C.2.2.3.3 Direct Dial Minutes Remaining 

Thc ITS-I1 shall provide a method by which inmates may request. and be provided. the number of 
direct dial minutes remaining as specified in their inmate profile 

C.2.2.3.4 Sumber  or Direct Dial Calls Remaining 4 

The ITS-ll shall provide a method by which inmates may request. and be provided, the numbpr of 
direr! dial calls remaining. as specified in their inmate profile 

C.2.2.3.5 Colltrt Minulei Remaining 

The ITS-ll shall protide a method by which inmates may request. and be provided. the number of 
colleci call minutes remaining as specified in  their inmate profile 

i 
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C.2.2.3.6 

The ITS-II shall provide a method by phich  inmates may request. and be provided. the number of 
collect calls remaining. as specified in their inmate profile. 

Fiumber of Collect Calls Remaining 

. 
C.2.2.3.7 Funds Transfer IO JTSIl Account 

The ITS-I1 shall allow an inmate to transfer funds from the Commissary svsiem to the I T S 4  
account via the telephone in whole dollar amounts only. This function shall require the contractor 
to  interface d i redy  with the Commissav FPPOS System. Please refer to Section C.2.2.4. I for 
&inher details. Upon selection of this function. the ITS-I1 shall provide the inmate with account 
balances of both the ITS-11 account and the Commissary available balance. 

The ITS-II shall determine if there are funds available in an inmate's FPPOS account to transfer to 
the ITS-11. lfthere are funds available. the ITS-I1 shall prompt the inmate for an amount IO 
transfer. The inmate shall enter the amount via the telephone. Once an inmate has entered an, 
amount. the ITS-11 shall provide the inmate with an opponunity to confirm the amount entered I 

.The ITS-11 shall then deduct funds from the inmate's C o m h s a r y  account and add that amount of 
funds to the inmate ITS-I1 account The ITS-I1 shall not allow funds to be transferred to inactive 
ITS-ll accounts with a status code of"Z '. 

Ir'there are insufficient funds available in the Commissary account. the ITS-I1 shall provide a 
message to the inmate indicating tha t  the Commissary balance is insufficient to  process the 
transfer request and shall terminate the transfer process 

C.2.2.3.8 Placing Calls 

Due io  ihe various locations of BOP correctional facilities throughout the country. the contractor 
shall propose a method by which inmates shall place calls to local long distance and iniernational 
locations using a consistent dialing patiern nationwide Due to the fact that inmates transfer to 
and from coneciional faciliiies on a frequeni basis. the  BOP desires a dialing method which is 
standard for all correciional facilities 

permancntlv affixed on each telephone In addition. if PACs are used. dialing instructions shall be 

The contractor shall be responsible for informing inmates 
of the proper call process either throush a voice message n a  the telephone or directions i 

pnntcd u t t h  the PAC Number inside the carbon envelope ). 

C$lr shall only be processed according to the procedures set fonh below 

.4 4s configured by !he BOP. each inmate shall be required IO input a personal identifier and 
a \slid ielephone number for a call to be processed Once this information has been input. 
the s!stem shall pedonn all required chciks necessary to process the call An inmate may 
place only one call IO one telephone number after entry of his personal identifier 
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B. If any checks fail. the call shall be denied and a descriptive messaee shall be el\'en to 
inmate indicating why the call was denied 

.. - 

C If the call is processed. the inrpate shall be given the appropriate call processing lories (, e ,  
ring. busy, SIT tones. informational messages) . 
Prior to the ITS-11 terminating a call due to expiration oftime limits or exhaustion of 
funds. the inmate shall be informed at 60 and 30 second intends of the impenainr! - 
expiration. 

D. 

, C.2.2.4 Voice Response and Message Capability 

I The I T S 4  shall be capable ofprobidin8 prerecorded messages to inmates and called panies The 
contractor shall ensure that the ITS-I1 provides sufficient access to voice storage and response 
capability ib suppon the voice message and inmate interaction requirements pertaining to all 
calling services. and to ihe ITS-II account management functions specified in this RFP Under no 
circumstances shall an inmate with access to an ITS-I1 handset experience delay in placing a call 
or accessing their ITS-I1 account due IO insufficient voice messaging and response resources 

C.2.2.4.1 Capabi l iv  IO Change Messages 

The contractor shall provide the BOP wi th  the capability to change all voice messages provided 
by the sysiern 

C.2.2.4.2 Responding lo  Voice Prompts 

The ITS-II shall be capable of accepiing voice responses. andior DTMF keypad and roran 
telephone input as a means of input for answering all system provided questions or prompis from 

. .  .. 

: the inmate and called pany 

C.Z.Z.4.3 Use of  Voice Messaging 

The ITS-II shall be capable of usins the voice messase capability IO provide inmates information 
or prompt responses regarding i 

A Call sciup 
B Call processing 
C 
D Accouni infomation and transaciions 

Reasons call could not be completed 
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